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Treatment for disabled people

1) Room Reservation (visually impaired)
Booker: Mrs. Edith Evans Guest: Ms. Chloe Harris

A guest wants to make a reservation for her disable sister and asking if hotel has all necessary facilities for the
guests with special needs.

From 24 August — 26 August Leisure trip

(The Competitor has to describe all opportunities of the hotel for visually impaired guest + make
the reservation in PMS)

Script:

Receptionist:

Good morning (afternoon/evening) Rinthia Hotel London (name) speaking how may | help you?
Booker:

Good morning. Please connect me to someone from your reservations.

Receptionist: (may say that he/she can help with booking + ask your name)

Booker:

My name is Edith Evans, but before making a room booking, I'd like to ask you something.
Receptionist: (here she/he may ask what is your question)

Booker:

| want to make a reservation for my sister, and | need to know if you have all necessary facilities for the guests
with special needs

Receptionist: (may ask what kind disability your sister has)

Booker:

She is visually impaired

Receptionist: (here he/she should describe hotel facilities for visually impaired guests)
Booker: (after you got the description, agree to continue)

Yes, sounds good **** or *** Very good, lets continue the booking then

Receptionist: (may ask you for dates)

Booker:

24 August — 26 August

Receptionist: (should ask for name of arriving guest + number of people)

Booker:

Chloe Harris. .............. 1 person, she will be travelling alone
Receptionist: (may ask if it a business or leisure trip for your sister)
Booker:

***| eisure

Receptionist: (may ask about room preferences like: high floor/low floor, smoking/nonsmoking,
far/close to elevator and etc.)

Booker:

Nonsmoking, low floor and close to elevator

Receptionist: (will inform you that hotel accepts only guaranteed reservations and ask for credit
card number)

Booker: (give your credit card number + expiry date + name on the card)

Ok, I will give you my credit card, but for guarantee only. Please ask my sister for her CC upon arrival, as she
will be paying by herself. (name on the card — say your name)

Receptionist: (will ask for contact phone number + e-mail)

Booker: (give your phone number + e-mail: e.evans@yahoo.com)

Receptionist: (may offer to include half board to accommodation)

Booker:

No thank you, breakfast is enough
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Receptionist: (may ask for guest arrival time)

Booker:

| don’t know yet.

Receptionist: (here receptionist may inform you about check in/check out policy of the hotel)
(nocne TOro Kak Bam pacCKasazim 0 NosINTUKe 3ae3p,a/Bb|e3p,a, cxamme)

Ok, I got it.

Receptionist: (may offer you airport pick up)

Booker:

No thank you.

Receptionist: (may ask for some other special requests)

Booker:

No requests, thank you.

Receptionist: (will offer you to sum up booking information + inform about cancellation policy)
Booker: (just confirm your booking request: dates, number of people, room type, features, rate,
total amount, arrival time and etc)

Receptionist: (may ask if can help with anything else)

Booker:

No thank you

Receptionist: (will thank you for call)

Booker:

Thank you, goodbye

23 of August

2) Attending in house guest
Guest: Mr. Leo Williams (male)

The guest calls the hotel and asks for help.

His wheelchair has been broken (empty battery), he got lost in the city. He does not understand how he found
himself in unknown place among abandoned buildings. He is scared and frustrated.

From 22 August — 27 August Leisure trip

Script:

Receptionist:

Good morning (afternoon/evening) Rinthia hotel London (name) speaking how may | help you?
Guest:

Please, help me! | think | am lost!

Receptionist: (may ask your name and what happened)

Guest:

My name is Leo, Leo Williams, | am a guest of your hotel. | went for a walk and got lost. My wheelchair is
broken, probably the battery is empty, and | can’t move. (6ydsme e nezkoii naHuke, Ho He nepeycepdcmeyiime)
Can somebody take me out from here?!

Receptionist: (may ask for room number to identify the guest)

Guest: (confirm your room number)

Yes, I'm staying in (say your room number)

Receptionist: (may ask questions)***

**1**Can you describe the place you are now?

**2**Can you see may be some signs around?

**3**Can you tell me your route?

**4**Can you see someone around?

**5*x*\What was the last place you remember?

Guest:

**1** | see some abandoned buildings around me made and that's it

**2** Unfortunately | see no signs around
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**3%* | came out of the hotel, (cekyndHas naysa, esi cmapaemecs eciomHume ceoli mapwpym, 3amem) got to
the Trafalgar square, (cekyndHas naysa), then passed by the cinema and somehow found myself here.
Ecau cripocum HaseaHue KUHomeampa, cKkaxcume, Ymo He nNomHume

**4** Nobody is around

**5%* (yemae om eonpocos) Look, it's getting cold here and I'm so tired. Please, take me out from here.

BAXHO! Bonpocsl moeym 3a0asameca 8 noboli nocnedosamesnsHocmu, bydeme eHUMamMesbHbl. He

pacmepsaiimecs, u, ecau sonpoc Ne 5 okaxemca nepesim, nodymatime, KaK bl U3/1084UMeECh HA HE20

omeemume.

Receptionist: (may try to calm the guest down)

Guest: (agree with everything he says and follow his instructions)

Receptionist: (may clarify your phone number + tell you actions he is going to take)

Guest: (listen to receptionist carefully. A few seconds after the help sent, pretend that you see

someone approaching you. It can be either police or staff member, depending on whom he is going

to send)

Oh, | see someone is coming to me! (shout to imaginary helper) Ay-ay, I'm here!ll (then thank the

receptionist) Thank you very much for your help! (act according the situation)

(ECJ'IVI AAMUHUCTPATOP Npeanaraet roctio No3BOHUTb B NOZIMLUUIO, aKTEP A0/1XKEeH COI'ﬂaCMTbCﬂ)

Receptionist: (may say you are very welcome /// waiting for you here /// take care and etc)

24" of August

3) Check in — Visually impaired
Guest: Ms. Chloe Harris
Normal check-in
The visually impaired guest comes to Reception Desk for checking in.
The Receptionist must help with completion of the Registration form and offer a help of the Bellboy (don’t
deny the offer)

From 24 August — 26 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest:

Good morning! I'd like to check in

Receptionist: (may ask for your name)

Guest:

My name is Chloe Harris

Receptionist: (may ask if the guest has a reservation)

Guest:

Yes, | should have

Receptionist: (may ask for a passport)

Guest:

Here you are

Receptionist: (here you may be involved into a small talk. The receptionist may ask you a question
like):

**1**How was your trip?

**2%*|s it your first time in London **or** in the hotel?

Guest:

**1%* Oh, It was great, thank you!

**2**Yes, It's my first time, I've never been here before.

Receptionist: (may clarify reservation details: dates, number of people, room type, meal type and
etc.)

Guest: (confirm reservation details)

Yes, everything is correct ** or ** Yes, sounds correct

Receptionist: (may ask to use the passport for filling in your details)

Date: 01.11.19 Version: 1.0
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Guest:

Yes, please

Receptionist: (may ask the guest to sign the Registration form + due to the guest is visually
impaired, may read you the rules of the hotel + clarify if you are right or left handed for signature)
Guest: (sign the Registration form and give it to the Receptionist)

| am right-handed

Receptionist: (may ask if you need to include the half board into your accommodation)

Guest:

No, thank you, I think breakfast is enough

Receptionist: (may ask you for your CC for payment, as the booker left her CC for guarantee only)
Guest:

Sure, let me find it first............... here you are!

Receptionist: (will prepare a key for you + may inform the floor and location of the room + may
inform about hotel facilities for visually impaired guest + may offer you a special alarm bracelet. In
addition, may inform you about services that are included and excluded into your accommodation +
may promote you some hotel services)

Guest: (listen carefully and with enthusiasm)

No, | don’t need alarm bracelet.

Receptionist: (may say that reception operates 24 hours and you can contact any time)

Guest:

I am sure | will have many questions, but not now.

Receptionist: (may offer you accompany to your room + help with your luggage)

Guest: (accept the offer)

Oh, thank you, that would be great! **or** That's very nice of you, thank you.

Receptionist: (will thank you and wish you a pleasant stay)

Guest:

Thank you very much for everything, goodbye

(ecnn He NpeanoXKaT CONPOBOXAEHUE 40 HOMEpPa, NPOCTO pacnpoLanTecs n yxoamre)

24% of August

4) Complaint
Call to Front desk. Guest in house: Mrs. Florence Wright

The guest came to London with mentally disordered child. She informed staff about it and asked not to
disturb her in any way, because her child painfully responds to any noise.

The Receptionist has confused the rooms and made a wake-up call which she never ordered. The moment she
quietens her child, somebody knocked the door. The child started to scream and she doesn’t know how to
manage it.

From: 21 August — 27 August

Script:

Receptionist:

Good (afternoon/evening) Rinthia hotel London (hame) speaking how may | help you?

Guest: (s rHese)

[ don't think that you are capable to help someone (cekyHdHas nayza)

| asked you many times not to disturb me, because my baby is mentally disordered. (cexyHdras naysa) | told
you that he is very sensitive to any noise (cekyndHas naysa) Tell me, why you call me and wake me up if |
never ordered a wakeup call? (cexyndHas nayza) Do you know how hard is to manage such a kid!? It took me
1 hour to calm him down, and the moment | quieten him, somebody knocked the door!!! (cekynorasa naysa)
Tell me are you crazy or what!? You do it on purpose or what!? Now he is screaming all the time and | don’t
know what to do!

Receptionist: (may ask your name and room number)

Guest:

My name is Florence Wright, I'm staying in (say your room Ne)

Date: 01.11.19 Version: 1.0
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Receptionist: (may apologize and ask few questions regarding the state of your child)

**1** What is usually helpful in such cases?

**2%* Can we offer you a doctor?

Guest:

| need medical help for my kid. | feel that | can’t manage by myself. Please, find someone and ask him to
come to the hotel.

Receptionist: (may ask 1. age of the child, 2. name, 3. diagnosis)

Guest:

His name is Paul Wright, ....... heis 7 yearsold, ...... and the diagnosis is autism.

Moscem cnpocumb npo med cmpaxoeky (medical insurance) uau npocmo nonpocums ee NPU20MosUMb.
Receptionist: (will apologize again and promise to find the doctor)

Guest:

(If tell you that will send a doctor with colleague and with the key to open the door, say) Ok, just be
as quick, as possible!

(If tell you that will call you when doctor come, say) No! don’t call, don’t knock the door, just send
someone with the key to enter.

25" of August

5) Tourist Info (Hearing Impaired)
Guest: Mr. Noah Jones
The guest is asking for touristic information

From 21 August — 28 August Business trip

Script:

Receptionist: (greets the guest)

Guest: (speak loudly, but don’t scream)

Hello! You know | have a free day tomorrow; can you recommend me something to see in your city.
Receptionist: (may ask for your name)

Guest: (speak loudly, but don’t scream)

Can you repeat it once again, | can’t hear you properly. You see (nokassieas nassyem Ha yxo) | carry hearing
device.

Receptionist: (may ask if you hear well when he speaks this or that loud, may ask you if you can
read the lips)

**1%* Can you hear me well if | speak that loud?

**2** Can you read the lips?

Guest:

**1** Yes, | can.

**2** Yes, | can read the lips.

Receptionist: (ask the name again + may clarify your room number)

Guest: (speak loudly but don't scream)

Oh, my name is Noah. ...Yes, | am from (say your room number)

Receptionist: (may ask questions)

**1** How much time do you have for sightseeing?

**2%* Are you first time in London?

**3%* Do you have any preferences?

Guest: (speak loudly, but don’t scream)

**1%* Daytime, let’s say from 10 in the morning until 6pm

*%2%** Yes, it's my first time in London and | am very excited to see your city

**3%* | am actually a former architect, and professionally-wise | am more interested to see some ancient
buildings and parks, and if | have time I'm interested to see some art museums as well.

Receptionist: (should respond to your request accordingly + during the explanation may ask about
cafes or restaurants)

Guest: (speak loudly, but don’t scream)

Yes, I'm not against to eat something.

Date: 01.11.19 Version: 1.0
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Receptionist: (may ask you about cuisine preferences or food restrictions)
Guest: (speak loudly, but don’t scream)

| have a problem with my hearing, but | don’t have any problems with appetite.
Receptionist: (should respond to your request accordingly)

Guest: (agree with offered sightseeing and restaurants or cafes)

Thank you so much, you were very helpful. Can’t wait for tomorrow.
Receptionist: (may ask how your stay at the hotel is)

Guest: (speak loudly, but don’t scream)

| like everything. Room is perfect, stuff is very friendly and service is very good, (denaem cexyrHoHyto naysy,
3amem) .... At least so far.

Receptionist: (may ask if can help you with anything else)

Guest: (speak loudly, but don’t scream)

No, thank you. You have done already a lot.

Receptionist: (may say you goodbye)

Guest: (speak loudly, but don’t scream)

Thank you, goodbye

25™ of August

6) Extraordinary situation
Guest: Ms. Chloe Harris (nanou4ka u ouku)

The guest comes to Front Desk with an issue. She is visually impaired and always puts all her belongings in
one place. One day, when she came back to her room, she couldn’t find her laptop.

From 24 August — 26 August Leisure trip

Script:

Receptionist: (greets the guest)

Guest: (helpless and almost crying)

I'm very disappointed, (cekynonas naysa) very disappointed.

Receptionist: (may ask what happened)

Guest: (helpless)

| think someone has stolen my laptop from my room. You know, it's a special laptop for visually impaired

people, like | am. Please help me to find it, | want my laptop back, (cexyHdHas naysa) I'm used to it.

Receptionist: (may ask questions)

**1** \When was the last time you saw your laptop?

**2%* \Where was it **or** where do you usually keep it?

**3** Can you describe me the brand name **or** nameplate **or** model?

Guest:

**1** Today in the morning | went down to your restaurant for breakfast. | spent there about one hour,
(cexkyHoHasa naysa) and when | came back | realized that it just disappeared. (30ece donoaHumesnsvHo y
8ac moecym ymo4YHume, 6bia nu KomMrbromep Ha mecme, Ko20a 8bl CrycKkanuce e pecmopaH) ......... YeS,
it was in the room.

**2%* | usually keep it on the table

**3%* Sony VIAO, VI 77, black color

Receptionist: (should explain what actions he/she is going to take + may offer you to wait in the

room for any news + in addition may offer you to use safe deposit box or in room safe)

JononHumensHo Mo2ym cKa3ame, YMo ecau He Crpagamcsa C8OUMU CUAAMU, MO MO2Yym MpueaeYs NoauYur u

nomo2ym eam Harucams 3aseseHue o nponaxce. Takue, mo2ym cripocums npo cmpaxoeky (insurance). Ecau

cnpocam, ckaxcume, - Yes | have insurance.

Guest: (act according the situation)

Thank you very much. (danee, ecau pecenwaHucm He CKaxem 8am CKO/bKO 8peMeHU y He20 yilidem Ha MOoucKu,

moada cnpocume)

When do you think | can get the information from you? (ecau o3eyyum epems, mozda nocne crnacubo

dobasbme)
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Then I'll go to my room and will be waiting for results
26™ of August

7) Check out

Guest: Mrs. Chloe Harris
Guest comes to the Reception Desk for checking out.
The Receptionist has to pass the «Alert» information to the guest.

From 24 August — 26 August Leisure trip

Script:

Receptionist: (greets the guest)

Guest:

Good morning **or** good afternoon, I'd like to check out.

Receptionist: (may ask for the name and clarify your room number)

Guest:

My name is Chloe. ......... Yes, (say room number) it's my room

Receptionist: (may ask for a key)

Guest:

Here you are

Receptionist: (may ask about your stay)

Guest:

Oh, besides the incident | had with my lap top, which actually ended very good, everything was just great!
(cexyHdHasa naysa) By the way, thank you very much for your help. ...... (cnedume 3a peakyueli pecenwaHucma
u ecau ymecmHo no cumyayuu, mo dobaseme napy ¢pas) | really enjoyed staying with you, the room was nice
and comfortable, food was delicious, and the service was just perfect.

Receptionist: (may thank you for comments + ask if you used a mini bar)

Guest:

Yes, | took two bottles of mineral water.

Receptionist: (may clarify nameplate — mapka c HassaHuem)

Guest:

It was Perrier

Receptionist: (due to guest is visually impaired, receptionist may announce you your charges + may
ask for confirmation)

Guest: (act according the situation. If announced)

Everything seems to be correct

(If not and receptionist gives you the information print out to check)

(cHa4ana cdenalime sud, ymo Kaxk 6ydmo nbimaemecs Ymo-mo npo4ecms, 3amem ckaxcume) Sorry, I'm afraid |
can hardly see what is written here.

Bo3moxcHo, nocsae amoli ¢ppassl, pecenuiaHucm 002a0aemcs 038y4Umb 8aM COOEPIUMOE cHema u Cymmy.
Boicnywalime u ckaxcume, ymo 8ce 8poode KakK 8 nopsoke.

Receptionist: (may ask if you want to split the bill)

Guest:

No, it's not necessary. Thank you

Receptionist: (may ask if you want to use the same credit card you left upon check in / or may just
ask about type of payment)

Guest: (act according the situation. If same credit card)

Yes please, | want to use the same credit card

(If just asked about how would you like to pay) By credit card

Receptionist: (may ask for CC for swiping + may ask for pin code)

Guest: (give your CC to receptionist)

Sure (after pin code entering) Done

Receptionist: (may pronounce and show fiscal documents he is giving)

Guest:

Date: 01.11.19 Version: 1.0
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Thank you very much, it's clear

Receptionist: (may put invoices and receipts into envelop and give it you + may say about the
ALERT: YOUR HUSBAND WILL PICK YOU UP AT THE AIRPORT)

Guest:

Oh, thank you so much. You know, my battery ran down. Moreover, | lost my charger. That's why he didn't
manage to reach me. But thanks God, he left a message.

Receptionist: (may ask if you have plans to come back and want to book a room for the next stay)
Guest:

No thank you. | don’t need it ** usu, 8 3asucumocmu om nocmarosku sonpoca ** No thank you. | don’t have
such plans.

Receptionist: (may ask if you need a help with luggage + may ask if you need a taxi to the airport)
Guest:

That would be great if someone help me with a luggage. And yes, | need a taxi to the airport.
Receptionist: (may call garage and make an order + may offer to include the charge in to your bill,
or tell that you can pay directly to the driver)

Guest: (act according the situation. If you have 2 options, choose direct payment to driver) I'll better pay
directly to the driver

(If just offered a taxi, ask) Can | pay directly to the driver? (after getting the confirmation, say) Perfect, you
made my life easier (smiling)

(ecau 3a noe3dKy 8 asponopm 8ac He rMonpPocAm 3anaamume, Npocmo npodonaxaiime 6ecedy)

Receptionist: (may wish you a pleasant trip back home)

Guest:

Thank you very much for your hospitality, goodbye!

26™ of August

8) Extraordinary situation
Guest: Mr. Leo Williams

The housekeeper calls receptionist and informs that she was asked to clean the room, but when she entered,
she found the guest lying on the floor unconscious.

From 22 August — 27 August Leisure trip

Script:

Receptionist: (answers on telephone call)

Maid: (in panic)

It's Gabriella from housekeeping. Listen, | need your help! ...... | was asked to clean up (say room number),
but when | came in, | found the guest lying on the floor unconscious. | called the ambulance already, and they
are on their way, but what should | do in the meantime?

Receptionist: (may ask questions like:)

**1** Does he have a pulse?

**2%* |s he breathing?

Maid: (cm. nomeTKy BaXHO))

He was breathing and had pulse few seconds ago, but now | don't feel it. | know that | should start CPR, but
can you remind me this procedure and help me over the phone?

BAXHO! B He3aBMCMMOCTU OT TOrO, O YeM MMEHHO B NEPBYIO oYepeab CNPOCUT peceniaHucT, NPo NyabC Uan
Npo AblxaHWe, Bala 3a4a4a, cpasy yBeAOMUTb ero o nyabce + AbIXaHWU U NONPOCUTb ero HAaNOMHUTb BaM, KaK
OKa3aTb Nnomoulb B I'IO,C|,06HbIX cnyyanx.

3ar303p,|-(a B TOM, 4YTO CKOpee BCero OoH He 06'be,EI,VIHMT 3! 2 BOMNpoOCa B OAUH U 6y,CI,ET KAaTb OTBET Ha I'IepBbIﬁ
BOMPOC, a TO/IbKO NMOTOM 33a£acT BTOpPOM. B pe3ynbTate Yero BO3HUKHET HEHYXKHaA nay3a. MNoatomy, 4Tobbl B Hee
(naysy) He yroauTb, cpasy NepexoamTe K TEKCTY.

Receptionist: (may give you CPR instructions, like)

**1** | ay him down on the back

**2** Qpen his air ways **or** Unbutton his collar

Date: 01.11.19 Version: 1.0
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**3%* Perform 30 chest compressions (here he/she may add) push at least 2 inches deep at a rate of at least
10 times per minute

**4** Perform 2 rescue breaths

**5** Repeat until ambulance arrives

Maid: (just follow his instructions and confirm every step by saying)

Ok /// Yes /// Done /// | did it /// What next?

PecenwaHucm moxem cKkazame eam I'IpOdOﬂ)f(Omb amu maHunynayuu 0o mex rnop, NoKa He rnoaeumcsa OOKmOp.

I703m0/v|y, rnocse nepsoco Kpyaa rnpAamo2o maccaxa + UCKycCmeeHHo020 OdbIxaHUA y eac e Homepe AKObbI

rnoAassAaemcsa 60Kmop U 8bl CKaxteme:

Doctor is here. I'll stay in the room just in case he needs something. Thank you for help (u 3akanyueaeme

duanoa)

Date: 01.11.19 Version: 1.0 10 of 37
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(Family Entertainment)

23" of August

1) Tourist info (in house)

Family - kid 10 years

Guests: Mr. Gustavo Moritz (husband), Mrs. Susan Moritz (wife) and Oscar Moritz (son)

The guests want to entertain their son. They are asking for recommendations where they could go and
have some fun.

From 22 August — 27 August Leisure trip

Script:

Receptionist: (greets the guest and asks how he can help you)

Guest: (in good mood)

Yes, why not? (cekyHdHas naysa) That's why | am actually here. (cekyndnas naysa) You know, I'm staying
with my family at your hotel, (cekyHdHasa naysza) My wife and |, (cekyndnas naysa) we decided to entertain
our son a little bit, (cekyndnas naysa) | think you are the right person who can recommend me where we
could go and have some fun

BAXHO!

(ecnu bl He yeaviwume how may | help you, mo eaw moHonoe HavuHaemca ¢ ppassr You know, u m.d.)
Receptionist: (may ask for your name)

Guest:

Gustavo Moritz

Receptionist: (may clarify your room number)

Guest:

Yes, we are staying in (say your room number)

Receptionist: (may ask for age of your child)

Guest:

He is 10 years old

Receptionist: (may ask how much time you want to spend + when would you like to start and
when you want to return back)

Guest:

Well, ...... , | can't tell you the precise time, ...... let it be from 10 in the morning until 6 pm.
Receptionist: (may ask about preferences of you son, what he likes more)

Guest:

It's a good question, (cekyHdHas naysa), shame on me, I'm his father, (8 nezkom zamewamesnscmse). ...
Well, what | can tell you about him is that he is very active boy and full of energy. | hope this information
will help you somehow.

Receptionist: (should respond to your request accordingly and offer you some places + may
inform about how to get to these places using public transportation, or may offer you to rent a
car)

Guest: (listen carefully and with enthusiasm, as for the transportation, tell that you want to
know all options first and then decide)

Receptionist: (may ask if you want to visit some places to eat; cafes / restaurants)

Guest:

Yes, that's a good idea, better café

Receptionist: (may ask about cuisine preferences)

Guest:

You know, we are not vegetarians, we don’t have any food restrictions and open to any options.
Receptionist: (after all options offered, may offer you to take the map + may offer you to rent a
car)

Guest: (take the map with you)

Thank you very much, ...... (yavibascs) So much information, (cekyndras naysa) you mentioned so many
places, ....... Now | really need to discuss everything with my wife.

Date: 01.11.19 Version: 1.0
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BAXHO!

(ecnu 8 npoyecce becedbl, K KOHUY AU, 8 cepeduHe Au, 8am Ymo-HubyOb 6ydem npednoxieHo
3a6poHUPOBAMSb, HAMNPUMEP, MPAHCIOPM UAU 8XOOHOe busemsi, MO K KOHUOBKE 3aKato4umenvHol ¢ppa3ssl
dobasbme cnedyroulyro)

I'll let you know as soon as we decide something. Goodbye

23" of August

2) Check in (the room has been booked earlier)
Family — kids 6 years (son) + 4 years (daughter)
Guests: Mr. Roberto Bianchi (husband), Mrs. Sara Bianchi (wife), Angelo Bianchi (son) and
Valentina Bianchi (daughter)
During check in the couple informs receptionist that they going to a have a meeting and will need a car
rent for 6 hours. (Babysitter is arranged already by themselves)

From 23 August — 26 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest:

Hello, hello! We are ready to check in!

Receptionist: (may ask for your name)

Guest: (in a good mood)

My name is Sara Bianchi

Receptionist: (may ask if the guest has a reservation)

Guest:

Yes, it should be there

Receptionist: (should ask for a passport)

Guest:

Here you are

Receptionist: (may clarify your booking details: dates, number of people, room type, + in
addition may ask where are the other family members)

Guest:

(just confirm your booking details) Yes, everything is correct ** or** Yes, sounds correct.

(as for the family, just say) They are sitting in the lobby and waiting for me

Receptionist: (here you may be involved into a small talk. The receptionist may ask you a
questions like):

**1** How was your trip?

**2%* |s it your first time in London/or in the hotel?

Guest:

**1%% Oh, a little bit tired, but still excited, thank you!

**2%* Yes, It's our first time, We have never been here before.

30ecb sam Mo2ym cKasame, Ymo JloHOOH — amo OZpOMHbIlj zopod u 8 Hem Ymo rnocmompemeso u ecsu eam
Ymo-mo noHadobumcsa, — obpawalimecs.

Ompeaaupyiime mak: Ok, I'll keep this in mind.

Receptionist: (may ask to use the passport for filling in your details)

Guest:

Yes, please

Receptionist: (may ask you to sign the Registration form)

Guest: (sign the Registration form and give it to the receptionist)

Please

Receptionist: (may ask if you need to include half board in accommodation)

Guest:

No, thank you, breakfast is more than enough, we are planning to walk around and try different local
cafes and restaurants.

Receptionist: (may say that he/she can give you recommendations where to go lunch or dinner)
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Maybe later, thank you

Receptionist: (may ask if you want to use the same credit card to guarantee your stay or may
just ask for your CC for guarantee of payment)

Guest: (act according the situation)

(if asks about the same card) Please use the same card

(if just asking for CC) Sure...here you are!

(8 0boux cayyasax sac nonpocam dams Kapmy. He omka3seiealimecs u dalime Kapmy Ha pyKu)

Receptionist: (will prepare a key for you + may inform the floor and location of the room + may
inform about services that are included and excluded into your accommodation + may promote
you some hotel services)

Guest: (listen carefully and with enthusiasm)

(If Spa will be offered) | heard a lot about your wonderful SPA, we'll definitely talk about it later.
Receptionist: (may ask if you need a help with a luggage)

Guest: (accept the offer)

Yes, please

Receptionist: (may ask if can help with anything else)

Guest:

Yes, we are going to go for a meeting today, (cekyndHas naysa) we already arranged a babysitter for our
kids, (cekyndnas naysa) and now we have only one request, (cekyHdHaa naysa) it is our transportation. I've
seen that you offer Garage Service, and my husband’s favorite car Rolls Royce is in the list. (cekynonas
naysa) Can we rent it for 6 hours?

Receptionist: (may say the price + may clarify when you need a car + may call to make an order)
Guest:

(concerning price) That's fine

(concerning time) We need a car in half an hour

Receptionist: (may ask if can help with anything else)

Guest:

No, Thanks, now we are good

Receptionist: (will thank you and wish you a pleasant stay)

Guest:

Thank you very much for everything. I'm sure we'll enjoy our stay with you. Bye-bye!

24" of August

3) Attending the guests
Family - kid 10 years
Guests: Mr. Gustavo Moritz (husband), Mrs. Susan Moritz (wife) and Oscar Moritz (son)
The guest comes to Front desk to thank for the recommended sightseeing places and informs that his son
lost his bag during the trip.

From 22 August — 27 August Leisure trip
Script:

Receptionist: (greets the guest and asks how he/she can help)

Guest:

Hello, thank you very much for the places you recommended us to see. We really had a great time and it
was amazing, (cekyHOHas naysa) but, (cekyHdHas naysa, pazeods pykamu) you know what, (cekyHoHas
naysa) I'm afraid my son lost his bag with all his belongings while we were walking around the city. I'm
not sure, but | think it was somewhere in the park. Would you please help us to find it somehow, or you
think it's a desperate case?

Receptionist: (may ask you to remind your name)

Guest:

My name is Susan

Receptionist: (may ask for room number or clarify it with you)

Guest:

Our room Numberiis ......
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Receptionist: (may ask different questions to get more information like)

**1%* \What is the name of the park you have been to?

**2** At what time did it happen?

**3** Can you describe the bag and what items were in it?

Guest:

**1** \We were at Hyde Park

**2%* At around 6pm

**3** |t's 3 big bag of blue color with yellow stripe in the middle, (cexyndHas naysa) there are several
items in it, son’s boots, small skate, protections for knees and elbows, and baseball hat.
(ynei6ascs) Nothing special, but he loves these things.

Ecnun

BAXKHO! Bac mo2ym cripocums. 1) Meimanuce Au 861 camocmoamesnsHo Halimu smy CyMKy 8 rapKe.

Ckaxcume Hem. 2) Mozym cnpocumes ecnu y eac cmpaxoexa. CKaxcume ecme.

BosmoxcHo ebl 6ydeme goeneueHsl 8 Small talk unu eac cnpocum o yem-mo ewe, nosmomy delicmayiime no

cumyauyuu.

Receptionist: (may offer you a solution)

Guest: (agree with any and thank him/her at least for the try)

Thank you very much (cekyndHas naysa, ¢ 6aazo0apHeim sudom) at least for the try.

24% of August

4) Extraordinary situation
Family - kids 6 years (son) + 4 years (daughter)
Guests: Mr. Roberto Bianchi (husband), Mrs. Sara Bianchi (wife), Angelo Bianchi (son) and
Valentina Bianchi (daughter)
The family left the kids with a babysitter arranged by themselves. When parents did not appear at the
appointed time babysitter decided to call them, but the Emergency Clinic Doctor answered instead. He
said that the couple had a road accident and unable to talk, as both are unconscious at this moment of
time. She approaches the Front desk and explains the situation, asking for help, as she has to leave.

From 23 August — 26 August Leisure trip
Script:

Receptionist: (greets the babysitter)

Babysitter:

Hello, my name is Brigitte | am a babysitter from (say the room number). (cekyHdHaa nayza) Please help,
because | really don't know what to do.

Receptionist: (will ask you what happened)

Babysitter:

| was hired by Bianchi family to babysit their kids for few hours. They had to come back 1 hour ago, but
they did not appear at the appointed time, (cekyHdHas naysa),

and | decided to call them. (cekyndrasa naysa) When | called, the Emergency Doctor answered instead. He
told me that they had a road accident, (cekyndHas naysa) they are unable to talk and both are
unconscious. (cekyHOHasa naysa, 3amem maxcensili 630ox u npodonaxaem). Please don't get me wrong, |
truly regret about what happened, but | can’t stay here any longer. | really have to go. Please help, | don't
know what to do. (cexyHdHasa nayza) Kids are sleeping now.

Receptionist: (may once again ask for guest name and room number + should find the solution)
Babysitter: (agree with everything, but staying longer)

BAXKHO! Bac mo2ym: 1) cnpocums Homep menedoHa, no Komopomy 6bl 360HUAU. Ecau capocam — dalime
Homep. 2) npocmo ceepume HoMep 6 cucmeme, ecau oH 6ydem ebum e 6a3y daHHbix. Hanpumep, Let's clarify
the number you called to u kakoli 661 Homep eam He Ha3eanu, ckaxcume 0a, 3mom Homep.
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25™ of August

5) Room Reservation
Guest: Mrs. Adorjan Hall
Room Reservation for 4 people: 2 adults + 2 kids (3years and 10 years).
They ask for possibility to boil water at night to dilute baby formula.
From 26 August — 29 August Leisure trip
Script:
Receptionist:
Good morning (afternoon/evening) Rinthia hotel London (name) speaking how may | help you?
Booker:
Hello! Can | make a reservation in your hotel?
Receptionist: (may ask for your name)
Booker:
My name is Adorjan Hall
Receptionist: (here she/he may ask additional questions like)***
***|s it group or individual reservation?
Booker:
***(yavibaace) Well, maybe not a group, but | will be travelling with my family
Receptionist: (May ask for number of people and age of the kids)
Booker:
We are 4. My husband, two sonsand |I. ........ One is 10 years old and another one is 3 years
BAXKHO! Ecnu ebi He ycasiwume 80npoc 0 mom epynnogoe 3mo bpoHUposaHue uau UHOUBUOYaabHOE U
8MeCmo 3maoeo 8dc CripocAm HA KaKoe Kosu4Yecmaeo 4Yes108eK 8amM HyH(eH HoOmMep, moeda ompeaeupyﬁme
dpyaumu croeamu)
| will be travelling with my family. We are 4. My husband, two sons and I. (ko2da cnpocam npo eo3pacm
demeii) One is 10 years old and another one is 3 years
Receptionist: (May ask if it is a business or leisure trip)
Booker:
Leisure
Receptionist: (will ask for dates)
Booker:
August, 26 — arrival date, August 29 — departure
Receptionist: (May offer one or two room options or may offer family room straight away + may
give description of the rooms/room)
Booker: (after you got the description, choose family room)
Receptionist: (May ask about baby crib)
Booker:
Yes, that would be nice!
Receptionist: (may ask about room preferences like high floor/low floor, smoking/nonsmoking,
far/close to elevator and etc.)
Booker:
Nonsmoking, and not too high
Receptionist: (will inform you that hotel accepts only guaranteed reservations and ask for credit
card number)
Booker: (give your credit card number + expiry date + your name on the card)
Receptionist: (will ask for contact phone number + e-mail)
Booker: (give your phone number + e-mail: adorjan@gmail.com)
Receptionist: (may offer to include half board to accommodation)
Booker:
| need to check it with my wife first. Can | give you this information upon arrival?
Receptionist: (may ask for your arrival time)
Booker:
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Around 12 noon. (here receptionist may inform you about check in/check out policy of the hotel.
Just say OK)

Receptionist: (may offer you airport pick up)

Booker:

No thank you, I'm planning to rent a car at the airport.

Receptionist: (may offer you a hotel parking lot)

Booker: (if parking lot is offered)

Yes, thank you, I'll think about it.

Receptionist: (may ask for some other special requests)

Booker:

Yes, we need a boiled water at night to dilute baby formula.

Receptionist: (should respond to your request)

Receptionist: (will offer you to sum up booking information + inform about cancellation policy)
Booker: (just confirm your booking request: dates, number of people, room type, features, rate,
total amount, arrival time and etc.)

Receptionist: (may ask if can help with anything else)

Booker:

No thank you

Receptionist: (will thank you for call + may say that will look forward to greet you and your
family at the hotel)

Booker:

Thank you, goodbye

25" of August

6) Complaint
Family - kid 10 years
Guests: Mr. Gustavo Moritz (husband), Mrs. Susan Moritz (wife) and Oscar Moritz (son)
The guest comes to Front desk and complains about the bill. The guest took information print out for
checking and found a strange charge for Pay TV.

From 22 August — 27 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest:

Hi! Can you explain?! (nokassieas uHgpopmayuorHelii aucm) This is your information print out, | took it

from you for checking. | think you made a mistake (ykazeisas nansyem Ha HauucnerHue 3a naamHoe TB)

What is this, tell me? (cekyndHas naysa, danee yduenerHo) Why you charged us for Pay TV if neither me,

nor my husband never used it? Please take this charge away from our bill.

Receptionist: (should identify your name and room number from print out)

Guest: (ecau pecenwarucm He coobpazum, Ymo eawe UMA U HOMepP KOMHAMb! HAMUCAHbl Ha

UHGOPMAUUOHHOM cHeme u CApocum, Kaxk eac 308ym, - ckaxcume) It's written in your paper. My name is

Susan, I'm staying in (say your room number)

Receptionist: (may check and inform you about the time of the charge + may notice in the

system that you stay with the son + may ask questions)

**1** \Were you in the room at that time?

**2%** Could your son watch TV?

Guest:

**1%* Yes, we were in the room, (cekyHdHas naysa) and we were sleeping. That's why I'm telling you, we
did not use your Pay TV.

**2%* My son? Hmmm, (kak 661 3adymsieasce) honestly saying | didn't think about that. (cekyHdHas naysa)

Can you call my room, please?

(8ac coeduHam u mpy6Ky akobbl 803bMemM 8aL My¥()

Honey, can you pass the phone to Oscar, please! (cekyndHas nayza, 3amem npodonxicaeme) Oscar, dear, did

you watch movies on TV yesterday evening?
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(coiH AK06bI omeemun sam [A, danee npodoaraeme) How long were you watching? (ser mosnua caywaeme
omeem u No4YMu 3akunaeme om 2He8d Ha cuiHa) Are you crazy? (cekyHoHas naysa) Never do things like that
anymore! (cekyndHas nayza) Ok, I'll talk to you later (3akor4unu paseosop ¢ ceiHom, nepedanu mpy6ry
pecenwaHucmy u danee yxe obpawaemecs K pecenuaHucmy)
(usobpazume ussuHAOWeecs auyo) | am sorry, you were right, it was our son. (cexyHdras naysa) | think |
need to talk to him (cekyHdHas naysa, danee, 8 npoyecce 6ecedol UHPOPMAUUOHHBIT cuem AonxeH
0KA3aMbCA y pecenwuwaHucma Ha pyKax, nosmomy, neped mem Kak yiimu, ckaxcume)
May | take this paper back? Thank you (u 6ypua cebe nod Hoc Ha cbiHa, bl yxodume)
BAXHO!
1. PecenwaHucm moxcem 3adasame eam u Opyaue eonpocsi. Jelicmaylime u omeeyaiime no
cumyayuu. [naeHoe, Ymo y 6ac ecms Cymo mo20, Yem MoXem 3aKOHYUMcsa eaw ouano2
2. Ecnu pecenwaHucm He coobpazum, Ymo 8 Homepe NoOMUMO podumerneli ecms euwe U CbiH, Komopoblili
8M10/IHE MOX(em CMompems mesaesu3op MoKa OHU Cram, Hacmauealime Ha Mom, 4mobbl 3mo
HauyucneHue ybpanu U3 cyema)
26™ of August

7) Check out
Guests: Italian Embassy representative, Police Chief Inspector.
The representative of Italian Embassy together with Police Chief Inspector came to settle the bill of Mr. &
Mrs. Bianchi. The couple had road accident and unable to do it personally. The officials present all
necessary documents (Letter of Attorney) for the actions including transportation of the kids to the
Embassy.

From 23 August — 26 August Leisure trip

Script:

Receptionist: (greets the guest)

Representative: (cepbesHble pebaTta, noutn HMKOrga He ynbibaeTech)

Good afternoon, my name is Valentino De Bonis, | am the Representative of Italian Embassy. (nmoxkassieasn
Ha cgoe20 cnymHuKa u npedcmaenas ezo pecenwanucmy) Mr. John Brown, Chief Inspector, Police of
London. (cekyHdHaa naysa, danee) We are here to settle the bill of Mr. & Mrs. Bianchi and take their kids to
the Embassy. (cekyHdHasa naysa) You probably know that they had a road accident (cexyHdHas naysa) they
are still in the hospital and can’t do it personally.

Receptionist: (may once again ask you to repeat your names)

Representative + Policeman: (just repeat your names)

Receptionist: (may ask for your ID)

Representative + Policeman:

Surel ... Please!

Receptionist: (may ask for supporting documents for taking the kids)

Representative:

Here you are, make a copy if you need.

Receptionist: (may call manager and inform that Police inspector + Embassy representative is
here for taking the kids and bill settlement)

Ecnau ycaviwume, 4mo pecenwaHucm 3860HUM MeHedxepy, npocmo cmolime u #Oume roKa OH He 3aKOHYUM
U 8HOBb He 06pamumcs K 8am ¢ o4epedHbIM 80MPOCOM)

Receptionist: (may ask if you know the guest’s room number)

Representative:

(Hasogsume KomHamy, samem crpocume) ......... Can | pay the bill?

Ecnu sac He crnpocAam, 3Haeme siu 8bl HOMep KomHamel, — danbuwe dsguzalimecs o meKcmy)

Receptionist: (here receptionist may call to housekeeping and check the mini bar with them **
or ** may ask you about it)

Representative:

(ecnu eac cnpocsm npo muHu 6ap) | have no idea, can you ask someone else

(ECﬂU Hem, moeda doxcoumecs rnoka pecenwaHucm He nosay4um omeem rno MmuHu 6apy om KOﬂﬂee)
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Receptionist: (after that may give you the information print out for familiarization + may ask
you to confirm the charges)

Representative: (you can’t know if the bill is correct or not, but if you asked to confirm it, say)
| can't tell you if it's correct or not. Just tell me how much | need to pay and that's it.

Receptionist: (may ask about type of payment)

Representative:

Use this Embassy card

Receptionist: (may ask for CC + may ask for pin code)

Representative:

Sure (enter pin code)....Done

Receptionist: (may announce you what financial docs he is giving to you)

Representative:

Ok, | see

Receptionist: (may put documents into envelop and give it you)

BAXHO! byobme sHuMamenoHbl 8 KOHY08KE Ouasnoza. Moxcem cay4umcsa mak, Ymo pecenuwaHucm Kozoa
6ydem co38aHUBAMbLCA € 20pHUYHOL, YmMobbI Mposepums MuHU 6ap, ckaxcem eli (20pHUYHOL), Ymobbl OHa
npuzomosusa demeli u cnycmuaa ux 8HU3. A 8am npeodsaoxam nodowoams 8 1066u. Ecau mak cay4umcs,
delicmeylime umeHHO MAKum ob6pa3oM.

Ta ke caman uctopusa ¢ 6araxkom: ecsu ycaviume, Ymo pecenaHucm CKaxem, Mosa 6a2ax 86aM moxce
CrycmAm, HUYe20 He 2080pume Ha 3my memy.

Ecau Hem, mozda ckaxcume

Representative:

We need to go to the room now and take the kids (u ecau ymecmuo no meme 6azasa, cpazy dobassme)
and let somebody help us with the luggage.

M BOT 3aecb onATb 2 BapuaHTa: 1ub0 8aM PedsioXam conposoxoeHue 0o Homepda, AUGO ONOMHAMCA U
npednoxcam nodoxoame 8 1066uU nNoka demeli He crycmum 20pPHUYHAA.

Representative:

(Ecnu npednoxunu conposoxdeHue, ckaxume)

No, there is no need. We will let you know when we finish. Thank you!

(Ecnu nonpocunu nodoxcdame noka demeli criycmum 20pHUYHAS, CKaXxxume)

Ok, we can wait in the lobby. Thank you!

26™ of August

8) Attending guests
Family - kid 10 years
Guests: Mr. Gustavo Moritz (husband), Mrs. Susan Moritz (wife) and Oscar Moritz (son)
Mr. Gustavo wants to book a table in the restaurant. He wants to try kosher or halal food, but before
doing it wants to know what kosher food is and what halal food is.
From 22 August — 27 August Leisure trip
Script:
Receptionist: (greets the guest)
Guest: (rosopute paamepeHHO M He TOPONACH)
Hello! | would like to book a table for dinner in your Chrystal Moon Lounge. (cdenaiime cekyHdHyto naysy) |
heard your Chief is experienced in cooking of Kosher and Halal food. (cdenaiime cexkyHdHyto naysy)
Honestly, | want to try it, but before doing it I'd like to know a little bit more. Could you be so kind and
explain me what Kosher and Halal food is?
Receptionist: (may ask for your name and clarify your room number + may say that they cook
kosher and halal food, but not in Crystal Moon Lounge)
Guest:
My name is Gustavo (confirm your room number)
Ecnu ckaxcem, ymo xansanbHaA u KowepHas eda nodaemcsa e Opyzom pecmopaHe omens, a He 8 Crystal Moon
Lounge) npocmo ckaxcume, umo ebl He 3Haau 06 smom Oh, | did not know that!
Receptionist: (should respond accordingly to your request)
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Guest:

| got it. (cekyHdHas naysa) Thank you very much. Now | really know more.

Receptionist: (may offer you straight away to make a reservation)

Guest:

Ok, let's book a table first, as for halal or Kosher food, I'll think about it and make decision at the
restaurant.

Receptionist: (may ask several questions like)

**1** \What time is more convenient for you?

**2** Do you have any preferences: close to window / nonsmoking and etc.

**3%* For how many people?

Guest:

**1** For 6pm please

**2** \We don’t have any preferences

**3** For 3 persons, please

Receptionist: (may sum up the information + make a call to restaurant and confirm the booking)
Guest:

Thank you once again. Bye-bye!
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(Multicultural treatment)

23 of August

1) Room reservation Orthodox Jew
Booker: Mr. Jeremiah Abramson
Guest: Mr. Jeremiah Abramson
The guest is making reservation at the hotel. He is Orthodox Jew. He informs that he arrives on Shabbat
day. He requests a personal assistant to help him, as he is not allowed to do any work during this period.

From 24 August — 26 August Leisure trip

Script:

Bydem 300poeo, ecnu ebl cymeeme cbimumupoeams espelicKuli akyeHm

Receptionist:

Good morning (afternoon/evening) Rinthia Hotel London (hame) speaking how may | help you?
Booker:

Hello! Can you connect me to Reservation Department? | would like to book a room.

Receptionist: (may say that he/she can make a reservation for you)

Booker:

Great! Let's do it!

Receptionist: (may ask for your name)

Booker:

My name is Jeremiah

Receptionist: (May ask for your full name, or spelling)

Booker:

Mr. Jeremiah Abramson

Ecnu nonpocum nipousHecmu umsa no bykeam, — mak u céenalime.

Receptionist: (here she/he may ask additional questions like)

** |s it group or individual reservation?

Booker:

(ynwibascs) | don't have so much money to pay for the group. For myself only.

Receptionist: (May ask if it is a business or leisure trip)

Booker:

I'm afraid it's going to be a problem trip!

Receptionist: (may ask you why you think it will be a problem trip)

Booker:

(ECHU Ha amom amare eam 3a0asau 3mom 8oripoc, moeada 0o38y4Ybme OCHOBHYH CymMb c80€20 6E’CI'IOKOﬁcmBG)
I'm coming to your hotel during Shabbat. (cexyHdHas nayza, danee) | know this is wrong, but it's not my
fault (cekyHdHasa naysa, danee) It happened that | was called by your court for testimony and | cant do
anything with it. (cekyndHas naysa, danee) I'm not sure if you aware, but Orthodox Jews like me are not
allowed to do any work during Shabbat. (cekyHdnas naysa, danee) Can you ask someone to be by my side
on this day, because | need a help from you with the elevators, opening the doors, carrying the luggage,
lights in the room and many other things.

Receptionist: (may respond to your request and offer a solution)

Booker:

(if room with personal butler is offered, say) No, this is too expensive.

(if bellboy help is offered and receptionist does not say that it's for free, then ask) Is it free of
charge?

Receptionist: (may say that is free ** or ** may say that you need to pay)

(if free, say) Oh, you are so kind, thank you very much!

(if not, say) Can you make it free? (ecau e koHeyHom umoze HyxHO naamume, coznacumecs)

BAXHO!
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(Ecnu pecenwaHucm He 3adacm 8am 8onpoc o npobaemamuyHocmu npue3da u npodoaxcum 6pams daHHbIE
rno 6poHuposaHuto, moada npodoaxalime, a uHpopmayuro o Llab66amme evidalime 8 Opy2om bs10Ke cM.
dasnee no mexkcmy)

Receptionist: (may skip the question and continue asking the dates)

Booker:

24 August — 26 August

Receptionist: (May offer one or two room options + give description of the rooms/room)
Booker: (after you got the description, choose the cheapest room)

Receptionist: (may ask about room preferences: high floor/low floor, smoking/nonsmoking,
far/close to elevator and etc.)

Booker:

(u Bom ¢ s3mo2o momeHma 8bl 8bidaeme uHgpopmayuto npo LLlabam, HO caezka Mo dpyaomy)

Listen, | don‘t care about high floor or low floor. There is another thing I'm really concerned about

B smoli yacmu pecenwaHucmy bydem HeKyda 0esamecs, U OH MOYHO 84C Cpocum, Yymo eac becrnokoum
I'm coming to your hotel during Shabbat (u dasee no mexkcmy, skatouas sonpoce! npo naamHo u
6ecrinamHo 3a ycnyay 6enn 60s)

Receptionist: (after you come to final solution about Shabbat, receptionist may continue taking
booking details. May inform you that hotel accepts only guaranteed reservations and ask for
credit card number)

Booker: (give your CC number + expiry date + your name on the card)

Receptionist: (will ask for contact phone number + e-mail)

Booker: (give your phone number, but before giving e-mail ask)

What you need my e-mail for? You want to send me your stupid promotions?

Receptionist: (will explain you that e-mail is just for confirmation)

Booker: (give your e-mail: abramson@gmail.com

Receptionist: (may offer to include half board to accommodation)

Booker:

| eat only kosher food. | don’t think that you know what kosher food is. That's why — no!
Receptionist: (may inform that Chief is very experienced in kosher food and may repeat the
offer)

Booker: That's interesting, but still “No”.

Receptionist: (may ask for arrival time)

Booker: Around 2 pm.

Receptionist: (here receptionist may inform you about check in/check out policy of the hotel)
Booker:

Ok, I got it.

Receptionist: (may offer you airport pick up)

Booker:

No thank you, it's cheaper to get a taxi.

Receptionist: (may ask for some other special requests)

Booker:

Only help during Shabbat.

Receptionist: (will offer you to sum up booking information + inform about cancellation policy)
Booker: (just confirm your booking request: dates, number of people, room type, features, rate,
total amount, arrival time and etc.)

Receptionist: (may ask if can help with anything else)

Booker: No thank you.

Receptionist: (will thank you for call)

Booker: Thank you, goodbye

23" of August

2) Extraordinary situation (in-house)
Guests: Mr. Daif Al-Rahman, Mrs. Aisha Al-Rahman
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Being outside of the hotel Mr. Al - Rahman got a call from his wife. She said that the houseman entered
the room without knocking and was staring at her while she was changing. He came to Front desk and
started complaining.

From 21 August — 27 August Leisure trip

Script:

Receptionist: (greets the guest)

Guest: (B rHeBe)

| can’t believe that! What kind of service is this! (cekyndnas naysa) What do you think you are doing
here!?

Receptionist: (may ask you what happened)

Guest: (B rHese)

I'll tell you what happened! My wife called me and said that your houseman entered our room without
knocking and was staring at her while she was changing. (cekyndHas naysa, sac pasdysaem om zHesa, u
dasiee, bl 3a0aeme eonpoc) What is this, this is your luxury service? (u kak 661 cpasy omeeyas Ha
cobcmeerHbiii sonpoc) No, this is haram! You understand what | mean?

Receptionist: (may ask for your name and room number)

Guest:

My name is Daif, | am from (say your room number)

Receptionist: (may start apologize)

Guest: (noka oH u3BMHAETCA, HAa KAKOM-TO 3Tane nepebelite ero)

Look, I'm trying to control my emotions, (cekyHdHasa nayza) but say thank you to Allah that he is not here
now, otherwise | would kill him!

Receptionist: (may continue apologize and may offer a compensation or may ask what he/she
can do to make you and your wife feel better)

Guest:

(EC/TU 8ac crpocAam, 4Ymo mMmbl MOXEM cdenams 0abbi ucripasums cumyauyutro uau npedﬂomam KomMmrneHcayuro,
cKaxcume)

I don’t need your compensation! Better train your staff properly! (cexyHdHnasa naysa) I've been to many
places and never faced such a disgusting service!

Receptionist: (may say that Management + houseman can come and apologize for what
happened)

Ecnu eam cKaxcym, 4ymo pyKog8oodcmeo + rnapeHsb Komopsbili sowesn 8 Homep be3 cmyka npudym u u3euHAMCA
neped eamu u cynpyeod, ckaxume) Yes, let they come and apologize (eciu kmo-mo e eduHcmeeHHom
yucsnie) Yes, let him come and apologize.

Receptionist: (in a very polite manner may still continue offering something as a compensation
for your wife. It can be whatever, for instance SPA)

(nocmeneHHO ycrnioKausasacs, NPUHUMASA U3BUHEHUS, cKaxcume)

Ok, I'll talk to her

(nocmeneHHo ceopayueas pas32oeop, yxodume e Homep)

BAXKHO! M3guHeHuUs u KomneHcayuu moaym 6bimoe KGKUMU y200HO. Caywalime 8HUMAMENbHO HA
npomAaxceHuu ecezo duanoea

24" of August

3) Tourist information
Guests: Mr. Daif Al-Rahman, Mrs. Aisha Al-Rahman

The guest comes to Reception desk for information. He wants to know how to get to London Central
Mosque? Where he can find the restaurant with Halal menu? Where he can buy gift editions of the
Koran?

From 21 August — 27 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest:
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Hello! I have a few questions to you.

Receptionist: (may ask for your name + room number)

Guest:

My name is Daif, | am from room.......

Could you please tell me where the London Central Mosque is and how to get there? Besides, I'd like to
have lunch outside, but I'm looking for place with Halal menu, (cekyndras naysa) may be some café or
restaurant with Halal food. And the last thing (caenaiite naysy) maybe you also know where | can buy gift
editions of Koran.

Receptionist: (should respond accordingly to your request, probably will use the map)

Guest: (listen carefully and with enthusiasm + act according the situation)

Thank you very much for your help.

Receptionist: (may ask if can help with anything else)

Guest: (listen carefully and with enthusiasm + act according the situation)

No, you already helped me. Goodbye.

24% of August

4) Check in
Guest: Mr. Jeremiah Abramson

When making a reservation the guest asked for help during Shabbat.

From 24 August — 26 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest:

Shabbat Shalom! Check in, please (cekyndnas naysa) and can somebody bring my luggage (cekynoHas
naysa) it's in the taxi? Thank you.

Receptionist: (may ask for your name)

Guest:

Jeremiah Abramson

Receptionist: (may ask if you have a reservation)

Guest:

Yes, | made a reservation

Receptionist: (may ask for a passport)

Guest:

Yes, (saw nacnopm yxe Hazomose) Here you are

Receptionist: (may ask to use your passport for filling in details)

Guest:

Yes, please

Receptionist: (here you may be involved into a small talk. The receptionist may ask you a
questions like)

**1** How was your trip?

**2%* |5 it your first time in London?

Guest:

**1%*% Oh, it's my shame (cekyHdHaa naysa, ¢ docadoli e 2onoce) | shouldn’t have travelled during Shabbat!
But | have to, because | should testify at your court today.

**2%* |t's my first time in London and | already feel that | don’t like your city.

(30eckb pecenwaHucm moxcem nonpoboeames Kak-mo npuobodpums 84c, CKA3aMb YmMoO-mo fNPUAMHOE 0
20pode, u YUMo 8 npoyecce NPOIUBAHUA 8bl, BO3MONHO, U3MEHUMe c60e MHeHue)

(Ecnu yeasiwume ymo-mo e 3mom pode, Haxmypbme 6poeu U cKaxume)

I don't think so

Receptionist: (may clarify reservation details: dates, Ne of people, room type, meal type)
Guest: (confirm reservation details)

Yes, everything is correct. Can you speed up the process? | have to be at the Court by 4 pm.
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Receptionist: (may ask the guest to sign the Registration form)

Guest:

(Ecnu npocum nodnucame pe2ucmpayuoHHyo hopmy, cKaxcume)

What are you talking about? It is Shabbat time! I'm not allowed to sign anything. Can you wait till 9 pm?
(Ecnu npodonxcum HacmMausame U CKaxem, Ymo He MOXem 8ac rponucams roka esl He nodnuwiume, moaoa
Cs1e2Ka rnossbiwaAa mo-H, CKGJKUIT)E)

Then | will sit in the lobby till 9pm. What can | do? (u demoHcmpamuero npucademe 8 Kkpecre,
pacrnonoxeHHoe 8 1066u)

(Ecnu coobpasum, 4mo eam nodnucsLi8ams HUYE20 Hesb3A U NPedaoxum anbmepHamusy, Harnpumep,
nodnucams 3a8mpa uau cpasy nocae llabama)

Thank you. | knew you are very kind. I'll sign your form tonight after Shabbat.

Receptionist: (may ask if you need to include half board in accommodation)

Guest:

As | remember | refused it upon reservation.

Receptionist: (may ask if you want to use the same card you left upon reservation ** or **may
just ask for your CC for guarantee of payment)

Guest: (give your credit card)

Receptionist: (may inform about hotel facilities, included and excluded services, breakfast + may
promote you hotel services and etc.)

Guest: Ok, | see.

Ecnu npednoxcum Yymo-mo 3abpoHuposams, CI1A uau cmosuk 8 pecmopaHe, omKamumecs

Receptionist: (should give you a key + inform floor and room location + knowing that today is
Shabbat, should call for helper)

Guest:

Ecnu eam 0arom K104 HA pyKU, moada crnpocume

| asked someone to help me during Shabbat. Where is this person?

Ecnu pecenwaHucm coo6pa3um U CKaxem, 4Ymo rno3eoHUm KoJslsaeee, epy4yum emy Krrou, Yymobbl mom romoe
e8am ¢ 0sepbto, moz20a mepnenuso 00xAumece MOKA OH M0380HUM U dasee NpoooaH UM ¢ 8aMU 06w amescA.
Guest: (06pawancb y>Ke K NOMOLLHUKY, €C/iM TOT nogowien)

Take the key and my luggage and wait me at the elevator. Thank you.

Receptionist: (may offer to arrange transportation to the Court ** or **may just ask if can do
anything else for you)

Guest:

(if offered) Yes, thank you, in half an hour please, (cekyndHas naysa) to Westminster Magistrates' Court
(if anything else) | need a taxi in half an hour, (cekyndras naysa) to Westminster Magistrates' Court
Receptionist: (may order a taxi and confirm you the order)

Guest: Thank you.

Receptionist: (may once again ask if can help with anything else)

Guest: No.

Receptionist: (will thank you and wish you a pleasant stay)

Guest: (maxeno 83doxHume) Thank you

25" of August

5) Complaint
Guest: Mr. Jeremiah Abramson

The guest called the room service and ordered Kosher food, but the room service attendant mixed up the
orders and brought him pork meat. He came down to reception desk and start complaining.

From 24 August — 26 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest: (c docadoii 8 20n0ce)
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| am totally dissatisfied with your hotel! You can't even provide basic services and unable to do even a
simple thing!

Receptionist: (may ask what happened)

Guest:

| called the room service and ordered a Kosher food, but your waiter brought me a fried pork by mistake.
Why are you so inattentive to details? | don't eat pork!

Ecnu pecenwaHucm, neped mem HaG4ameoe U3BUHAMbBCA Ccripocum, 4Ymo UMEHHO 8bl 3aKa3blgeasu, CKaxume I
ordered a fish cooked in a kosher style (salman)

Ecnu pecenwarucmy edpye noHadobamca nodpobHocmu muna, ko2da ebl 3aKaseieanu, ckaxcume Today, 30
minutes ago

Receptionist: (should apologies and offer compensation)

B Kayecmee KomneHcayusa moxcem 6oimos Ymo y200Ho. Caywalime eHumamesbHo, u delicmeyeme o
cumyayuu. 3a0a4a MPUHAMb KOMAEHCAUUIO.

Guest: (if compensation is offered)

(npumume komneHcayuto u ckaxcume) Please, be more attentive to your guests next time.
Receptionist: (may ask if can help you with anything else)

Guest:

No, thank you.

25" of August

6) Attending the guest
Guests: Mr. Daif Al-Rahman, Mrs. Aisha Al-Rahman

The guest comes to the Front desk and tells that his wife wants to visit beauty salon, as they have some
plans for the evening. She needs makeup and haircut. The guest already had an unpleasant incident with
houseman and wants to make sure that no men see his wife during these procedures. In addition, he
wants to find out if they use halal cosmetic.

From 21 August — 27 August Leisure trip
Script:
Receptionist: (greeting the guest)

Guest:

Good morning / afternoon (opueHmupyiimecs Ha spems). | would like to book some beauty salon
procedures for my wife. We have some plans for tonight.

Receptionist: (may ask for name + clarify your room number)
Guest: Daif Al-Rahman (zamem nodmeepdume ceoii Homep KomHambi)
Receptionist: (may clarify procedures needed)

Guest: She wants a haircut and make up. Is it possible?
Receptionist: (may ask for time)

Guest: At S5pm. (cekyHdHaa naysa, 3amem cdenalime npedynpedumensHeiii yecm pykoli) please make sure
that no men are around. (naysa) | am very serious to you now! Once | have forgiven you, (naysa) but that's
the first and last time.

Receptionist: (may assure you to take care about it or may even offer salon staff come to the
room for procedures)

Ecnu npedﬂomum macmepy MeHWUHe NoHAMbCA 8 HOMep, He omkKa3sbliealimeco
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BAXKHO! Ckopee scezo, pecenwaHucm no3eoHuUm, ymobsl 3a6poHuposams npouedyps! 007 cynpyau. [o e2o
3B80HKQA 8bl 00/1}(HbI 8 008ECOK CMIPOCUMb

By the way, could you please clarify one thing: does your beauty salon use the Halal cosmetics?
Receptionist: (will give information or call the beauty salon to find out)

Guest: Inshallah, (cekyndnasa naysa) hope everything will go smoothly this time.

26" of August

7) Check out
Guest: Mr. Jeremiah Abramson

The guest is checking out. He is complaining about staff attitude during Shabbat.

From 24 August — 26 August Leisure trip
Script:

Receptionist: (greets the guest)

Guest:

Good afternoon! Check out please!

Receptionist: (may ask for the name and Room Ne)

Guest:

Jeremiah Abramson (say your room number)

Receptionist: (may ask for a key)

Guest: (just give a key)

Receptionist: (may ask about your stay)

Guest:

Oh, it's a good question, you really want to know (cexyHdHas nayza)

Ok, I'll tell you. (uzobpasume HezodosaHue Ha nuye)

I'm not satisfied with a courtesy you provide to Jewish people during Shabbat time (cekyndHas naysa) and |
won't recommend your hotel to my friends.

Receptionist: (may ask what you were not happy about)

Guest:

(ecnu 80pya cripocum, Yyem UMeHHO 8bl Bblau HeA0B0bHbI, He 8cmyrnalime 8 MoAeMUKy U npocmo ckaxcume) |
don't want to discuss it, just check me out

Ecnu pecenwaHucm He cripocum eac o demansx eawezo HedoeosbCMaa U cpasy Ha4Hem U3BUHAMbLCA, Mo20d
Sb/cnywaﬁme €20, a Momom cKaxume

Next time please be more attentive to your guests and their cultural differences.

Receptionist: (may once again bring you apology + continue check out and ask for mini bar)
Guest: No | did not use the minibar

Receptionist: (may give you information print out to check)

Guest: (take it and confirm that everything is correct)

Yes, everything is correct.

Receptionist: (may ask if you want to split the bill)

Guest: No, | don't need it

Receptionist: (may ask if you want to use the same CC for bill payment ** or ** may just ask
how would you like to pay)

Guest:

(if same CC, just say) Yes, please use this card

(if asked how would you like to pay, say) By credit card

Receptionist: (may ask for CC + may ask for pin code)

Guest: (just give the credit and enter pin code)

Receptionist: (may pronounce and show fiscal documents he is giving)

Guest: Ok, clear

Receptionist: (may put docs into envelop and give it you)
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Guest: Yes, fold it for me please

Receptionist: (may ask if you need the help with a luggage + may ask if you need a taxi to the
airport)

Guest:

**1%* You know, my luggage is still upstairs. Can you send someone to my room to bring it down?
**2** | already arranged a car.

Receptionist: (will contact bellboy and send him up to bring luggage + may say how soon it will
be down)

Guest:

Thank you very much, I'll wait for my bags in the lobby

Receptionist: (may wish you a pleasant trip back home)

Guest:

Thank you very much. Goodbye.

26™ of August

8) Attending guests
Guests: Mr. Daif Al-Rahman, Mrs. Aisha Al-Rahman

The guest comes to Reception desk and says that his relatives gave him a hunting falcon as a present.
When maid saw the bird in the room she said that pets are not allowed in the hotel.

From 21 August — 27 August Leisure trip

Script:

Receptionist: (greets the guest)

Guest: (usobpasume o3adayeHHsIli 8ud)

Good morning / good afternoon (opuernmupyiimece Ha epems) | think | need your help, because | really
don't know what to do.

Receptionist: (may ask your name and room number)

Guest:

My name is Daif, I'm staying in (say your room number)

Receptionist: (may ask what happened)

Ok, let me quickly tell you the story, (cexyHdHas nayza)

| am an avid hunter. (cexyHdHnasa nayza) Knowing that | am passionate about falconry, my relatives gave me
a falcon for hunting as a present. (cekyndnas naysa) This bird is in my room now. (cekyHdHas naysa). When
your maid saw my bird in the room she said that pets are not allowed in your hotel.

Please help me (cekyndHasa naysa) | can't get rid of it, it's a present, and | can’t ask my relatives to keep
their present till my check out. What shall | do?

Receptionist: (should find a solution)

Guest: (deny any option, but pet hotel)

Ecnau nobasa anemepHamusa, kpome uzbasumca om nmuuysl soobuje, nepedams ee poOCM8EeHHUKAM Ha
XPAHEHUE Unu Cbexams Camomy npeodsnioHeHd, mo 30ecs 8aM HYyHHO bbiMb BHUMAMENbHBIM 8 Yacmu
OMCUOAHUA Hoeocmeii, mo ecmb. 8aM MO2ym CKA3ams, Ymo MoucK asbmepHamuessl 3atlimem epemAa u Hado
nodoxwoams, Hanpumep, 8 KOMHame usau nNPAmMo 30ecb Ha cmolike.

Bo3MO¥#HO 8am rpedsaoxam crneyuanbHelli omenb 018 HUBOMHbIX, KOmopbix 8 /IOHOOHe 8 NpuHyuUne He
mano. U ecau 8bi, NoKa omenb bydym uckame, xodeme 8 Homepe, moada byobme 20mosbl K momy, Ymo
yepes KAKoe-mo 8pemMs 8aM MO380HAM U CKAXCYM, MO/ HAWAU Omesab Moxem nepedams OaHHble uau ecau
xomume 3abpoHUpo8ams 044 nMuybl Homep. B amom cay4yae, ckaxcume cnedyrowee:

Oh, thank you very much! I'll come down later to take pet hotel phone number uau Oh, thank you very
much! I'll come down later to take their phone number.

U nobaazodapus, u pacnpouwsaswiucs, 3aKkaH4Yusaeme beceoy.

Ecnu eam npudemcsa #dams Ha cmolike (8ac nonpocam), mo2da »dume u pea2upylime no cumyauyuu.
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(Top VIP treatment)

23 of August

1) Room reservation
Booker and assistant: Mr. Lukasz Adamski

Guest: His Excellency the Ambassador of Republic of Poland Mr. Kacper Bartosh

The assistant calls to the Reception desk and wants to make a room reservation for His Excellency. The
Ambassador is coming for few days to see his new residence and meet some people. He is looking for
something luxury.

From 24 August — 26 August Business trip

Script:

Receptionist:

Good morning (afternoon/evening) Rinthia hotel London (name) speaking how may | help you?
Booker:

Good morning / afternoon (opuermupyiimecs Ha epems). I'd like to make a reservation in your hotel.
Receptionist: (may ask for your name)

Booker:

My name is Lukasz Adamski, | am the personal assistant of the new Polish Ambassador for UK His
Excellency Mr. Kacper Bartosh, and | want to book a room for him.

Receptionist: (may ask you the dates)

Booker:

His Excellency arrives on the 24" of August and leaves (cekyHdHaa naysa, kak 6ydmo ebl cMompume 8 ceou
3anucu) let me quickly check. August, 26.

Receptionist: (may offer you options ** or ** may ask if you know what room type he prefers)
Booker: (8 smoii yacmu caywaiime o4eHb eHUMamesbHo!)

(If offers options: receptionist may offer you Royal Penthouse + some other option, either
Actor’s Penthouse + some other option. Choose Actor’s Penthouse)

Yes, Actor’s Penthouse sounds great!

(If asking you what room type you want, say)

We are looking for something luxury.

(30ecb HasepHAKa 8am oname npedaoxcam 2 eapuaHma, 00HUM U3 Komopbix okaxcemcs Actor’s Penthouse.
E20 u ebibupaiime, ucrnonb3ya yxe 3HaKOMyo 8am ¢ppasy)

Receptionist: (may once again ask you Ambassador’s names + number of people)

Booker: Kacper Bartosh, ........ he will be travelling alone.

Receptionist: (may ask about room preferences like: high floor/low floor, smoking/nonsmoking,
far/close to elevator and etc.)

Booker: Smoking room and high floor please!

Receptionist: (will inform you that hotel accepts only guaranteed reservations and may ask for
credit card number)

Booker: (give Embassy credit card number + expiry date + name on the card - Embassy of
Poland)

Ok, no problem, I'll give you our Embassy credit card number, please write down

(v sac 6ydem Homep Kapmesl, €20 u npodukmyiime. 3amem 8ac CrpPocaAm cpoK Oelicmeus Kapmsl, — MAaKMe
npodukmyiime. Ko2da eac cnpocam npo umsa Ha Kapme, ckaxcume)

There is no name on it, just write Embassy of Poland.

Receptionist: (will ask for contact phone number + e-mail)

Booker: (give your phone number + e-mail)

(npodukmytime Homep men **** 3zamem e-mail) Adamski@embassy.pl

Receptionist: (may offer to include half board to accommodation)

Booker: No thank you, breakfast is enough
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Receptionist: (may also promote you some hotel services like SPA, bar, some other restaurant
and etc. + may offer to book these services)

Booker: (OTKa)KI/ITECb oT npep,no»(eHm‘/'l, MNOACHUB, YTO HE MOXKeTe peLlaTb 3a Nocsia, HO MoXeTe CKa3aTb
emy 06 aTom)

Ok, thank you for information, (cekyndonas naysa) I'll inform him about it and let you know if he wants
something

Receptionist: (may ask for guest arrival time)

Booker: The plane lands at 11:30 am

Receptionist: (here receptionist may inform you about check in/check out policy of the hotel)
Booker: Ok, no problem ** or ** Ok, | got it

Receptionist: (may ask if you need an pick up)

Booker: No, thank you, we arranged it already.

Receptionist:

(8 a3moli yacmu 6ydbme o4eHb BHUMAMEsIbHbI, MAK KAK 8aM MO2ym npednoxums ycay2y nod Ha3eaHuem
express check —in uau in room check in. Ecau He npednoxcam, npocmo npodonxcalime duano2)
Booker:

(if express check-in is offered, ask) Express check —in, what is this and what do we need for that?
Receptionist: (should explain you about the service + may inform that will need from you
Ambassador’s passport details)

Booker: Ok, sounds great! Can | send you his passport details later?

(8am HasepHAKa He omKaxcym & npocbbe u ckaxcym 0a, MoXcHo. Ho, donoaHUMEAbHO Mo2ym cApoCcUMs O
mOM, KGK 8bl Xomume rnpucsaame amu demanu. Ecau CrpocAaAm, cKkaxcume rio s71. noyme. Ecau crpocAam
3Haeme 71U bl adpec noymel, ckaxcume 0d, 3Hao)

Receptionist: (may say that hotel can arrange a VIP set up in the room as a token of appreciation
+ may ask if you know what Ambassador like)

Booker:

(if just offers VIP set up, say) Oh, that would be great! Thank you very much.

(if offers VIP set up and asks about Ambassadors preferences, say)

I don’t know him well yet, but | heard that he likes red wine

(ecnu cnpocam cyxoe / nonycnadkoe u m.d., omeemosme) red dry.

(ecau cnipocam mapKy u m.d., omsemosme)

Sorry, | don't know, it's already up to you

To2da pecenwaHucm Moxem CKa3ams 6am 4mo omesb HA CO8e YCMOMmpeHue Mocmasum 6 HomMmep mo-mo u
mo-mo. CKkaxcume ewe pa3 cnacubo u npodonaxcatime oduanoe.

Receptionist: (will offer you to sum up booking details + inform about cancellation policy)
Booker: (just confirm your booking request: dates, number of people, room type, features, rate,
total amount, arrival time and etc.)

Receptionist: (may ask if can help with anything else)

Booker: No, | think we are done. Thank you

Receptionist: (will thank you for call)

Booker: Thank you, goodbye

23" of August

2) Attending guests
Assistant: Mr. Takehiro Tomayasi

Guest: His Highness Crown Prince of Japan Fumihito

The assistant of His Highness comes to the Reception desk and tells that His Highness Crown Prince of
Japan Fumihito and Polish Ambassador are willing to meet at the hotel. They need a meeting room for
negotiations for 6 people.

From 23 August — 27 August Business trip
Script:
Receptionist: (greets the guest)
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Assistant: (rosopute creneHHo)

Good morning / afternoon. (opuenmupyiimeco Ha epems) His Highness Crown Prince of Japan Fumihito and

Polish Ambassador are willing to meet at the hotel. They need a meeting room for negotiations. Can you

arrange it?

Receptionist: (may ask your name)

Assistant: (rosopute creneHHo)

You can call me Mr. Tomayasi

Receptionist: (may ask you for details)

**1** Date / dates

**2** Time

**3%* How long?

**4** Number of people?

**5%* Set up style (u- shape, round table, classroom and etc.)?

**6** Maybe some decoration?

**7%* Maybe you need some audio or video equipment?

**8** Additional request?

**9** Maybe you need coffee breaks?

Assistant:

**1%* For 25" of August

**2%* 11 o'clock in the morning

**3** 1 or 2 hours

**4** For 6 people

**5** Round table

**6** The meeting space has to be decorated with flower compositions (cekyndoras naysa, 3amem
dobaseme) There should be chrysanthemums

**7** \We don't need any audio or video equipment.

**8** There should be no sign in the hotel about the event

**9** No coffee breaks

BAXHO! PecenwaHucm moxcem 3a0asame npedsnoxnceHHble 8apUAHMbI 80MPOCO8 8 /1060l

rnocnedosamensHocMu. Eydbme B8HUMAMEs1IbHbI.

JononHumensHo oH Moxcem npedaoxcums eam mom uau uHoli VIP treatment.

Ecnu npednoxam, nobaazodapume. Ecau Hem, moada cnpocume

What can you offer for VIP treatment?

Receptionist: (may offer some options)

Assistance:

Ok, that's would be great.

Receptionist: (may summarize your details)

Assistant: (ciywaiite o4eHb BHUMATENbHO M €CIM peceniuaHnCT AonycTT ownbKy nonpasbTe ero. Eciun HeT,
Torpa ckaxwute) Yes, its correct.

MocKkonbKy cayxba pecenwiH cama He op2aHu308bl8adem KOHGpepeHy KOMHamb! 015 epe2osopos,
pecenwaHucm Moxem 6ac NPOUHpOPMUPO8ams 0 Mom, ymo oH nepedacm ece daHHbie 8 Sales unu
Convention Sales u nonpocum y eac menegoH 0na ceasu u epems, ydobHoe 01 eac, Ymobbl ¢ samu
ceAszambcA.

Assistance:

Sure (daiime ceoro susumky, samem dobasbme)

tell them call me today after 5pm

Receptionist: (will assure that he/she pass all info and everything will be good)

Assistant:
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MNo6narogapute ero/eé n nonpouianTech
24" of August

3) Check-in
Booker and assistant: Mr. Lukasz Adamski

Guest: His Excellency the Ambassador Of Republic of Poland Mr. Kacper Bartosh

The assistant calls to the Reception desk to find out if everything is ready for check in, as their plane has
landed already and they are on their way to hotel.

Check-in

From 24 August — 26 August Business trip

Script:

Receptionist:

Good morning (afternoon/evening) Rinthia hotel London (name) speaking how may | help you?
Assistant:

Good morning / afternoon (opuenmupyiimecs Ha spems). It's Lukasz Adamski, form Embassy of Poland, |
made a reservation for our Ambassador Kacper Bartosh | hope you remember me.

Receptionist: (will probably say that he/she remembers you)

Assistant:

I'm calling to tell you that our plane has landed, the Ambassador is in the car already and we are on our
way to you. Please tell me if everything is ready for check in, because we plan to be at your hotel in 20 or
maybe 30 minutes?

Receptionist: (will probably say that everything is ready including VIP set up in the room + may
thank you for the passport details which you sent previously)

Assistant: Ok, good! See you soon then

Receptionist: (here receptionist may pronounce what actions he is taking to meet the VIP guest.
After he finish and say that he/she is ready to meet the guest, Ambassador appears together
with his assistant)

The Ambassador and assistant appear in lobby

Receptionist: (may greet the guests)

Ambassador:

Good morning (afternoon/evening). (3amem okuHbme 8321990M 066U U 06PAWAACL KK Bbl 80 6HE,
ckaxcume) It's nice herel

Assistant:

Good morning (afternoon/evening).

Let me introduce His Excellency the Ambassador of Republic of Poland Mr. Kacper Bartosh.
Receptionist: (may introduce herself/himself + may welcome the guests + may ask Ambassador
some questions like)

**1** How was your trip?

*%2%* |s it your first visit to London?

Ambassador: (omseuailime cmeneHHo)

**1%* |t was very good, thank you?

*%2%* Yes, it's my first visit

Receptionist: (may thank you for choosing Rinthia hotel + may offer accompany to the room)
BAXHO!

(kak mosibKo 8am npednoxcam conposoxdeHue, neped mem Kaxk nolimu ¢ pecenuaHucmom, omycmume
ceoeeo HOMOU.{HUKCI)

Ambassador: (206opume cmenerHo)

Lukasz, thank you very much, you may go now, I'll see you later

Assistant:

Yes, Your Excellency, (naysa) as you wish (u nokudaeme naowadky)

Receptionist: (while on the way, may inform you that butler will take care of your luggage +
may inform you about hotel facilities + services that are included and excluded into your
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accommodation + may promote you some hotel services + may say about breakfast place and
time + wi-fi + may introduce you your Butler)

Ambassador: delicmeyiime no o6cmaHoeke: Ko2da sam 6ydym pacnucbl8ams pasaudHsie ycayau, npocmo
2o8opume nubo Yes /// Thank you /// Ok /// | see u mak danee. Ko2da sam npednoxcam 3a6poHUposams
Kakyto-nubo ycnyay, Hanpumep, ClA uau cmonuk 8 pecmopaHe, ckaxcume mak e cmenendHo I'll think about
it.

BAXHO!

ConposoxdeHue bydem secmucb 8Hympu naAowWaodKu. PecenwaHucm moxcem UMnposu3upo8ams, rnoxKasbleas
8aM HA Me UsU UHble Mecma eHympu naouwaoKu U 2080pUMs 0 MOM, YMO 3MO PECMOPAH Uau AUuGm, uau
euje Ymo-HuUbyob. Bawa 3adaya 8 s3moli yacmu conposoXcOeHUs emy Npocmo noosi2pams. ***JAJIEE:
Koeda ebl 0obepemecs Ao HoMepa, pecenuwiaHUCM Moxcem npedcmasums 8am 8awWe20 NepcoHas6HO20
080peYK020 U CKa3ams, YmMo OH 03HAKOMUM 84C C HOMEPOM U MO 8ce 30ecb 8am rnokaxcem. M e amod
yacmu, 0sopeuykuli 0omiceH 6bimb 04eHb BHUMAMEsIbHLIM K MOMY, Ymo 208opum pecenwaHucm. Kozda
deopeyKozo npedcmasam, Hanpumep, 3Mmo Moxem 38y4ams Mak:

Let me introduce you your personal butler, his name is Mark, he will familiarize you with your Penthouse
and will be your helper during your stay.

3adaya dsopeykozo nocne npedcmasneHusn nodolimu U nonpusemMcmeos8ame 20CMA CAEOYIOUWUMU CA08AMU.
Butler:

Good morning (afternoon/evening) Your Excellency, welcome to Rinthia London, it's my pleasure to meet
you, my name is Mark, I'll be your personal butler during your stay

U nocne amux cn108 cieaka omolimu 8 CMopoHKy, 0ae pecenuaHucmy 803MOXHOCMb Kpacugo
pacnpowamsca U MoKUHyme Homep.

Guest:

lMocne moeo, Kak 0gopeyKuli sam npPedcmMasuscsa, Kopomxo nobaazodapume e2o c/edyuUMU C108AMU!
Thank you Mark u nosepHumecs k pecenwaHucmy

Receptionist: (may say goodbye and wish you a pleasant stay)

BAXHO!

Ha ntobom smane duanoza, 2ocms mo2ym ronpocumse nodnucame PeaucmpayuoHHyto popmy. B
308UCUMOCMU OM MO20 KAK pecenuaHucm npedsaoxum eam ocywecmsums 3mom npouyecc, mak u
nocmynatime. Ecau npedsaoxcum sam coesnames 3mo Ha cmolike, 00 cornposoxOeHuUs 8 Homep, — noonuwume.
Ecnu npednoxcum sam nodnucame opmy yxce 8 Homepe, rnpudem 8 noboe yoobHoe 014 8ac spems, a rocne
8epHymb ee Ha cmoliky Yepe3 08opeuKkozo, — makK u coenatime. B amom cay4ae, daxce Mmoxeme rnornpocums
pecenwaHucma omoame pe2ucmpayuoHHY0 OPMy HA PYKU 08OPEUKOMY.

BAXHO! Ecau no okoHYyaHuo meneghoHHO20 pa32080pd ¢ NOMOWHUKOM, pecenwiaHucm He coobpasum,
umo amo express check in dna VIP 2ocma, mozda el nponucbieaemecs 8 omenb KAk 06blYHbIE 20€MU, HA
cmolike !

24% of August

4) Tourist information (VIP)
Assistant: Mr. Takehiro Tomayasi

Guest: His Highness Crown Prince of Japan Fumihito

The Assistant comes to Reception Desk and asks to arrange a tour for His Highness Crown Prince of Japan
Fumihito.

From 23 August — 27 August Business trip

Script:

Receptionist: (greets the guest)

Assistant: (20eopume pasmepeHHo u He moponscs)

Good morning/afternoon/evening! (samem cmenentas cexyHOHas naysa u danee) His Highness Crown
Prince of Japan Fumihito would like to have a city tour. Can | ask you for help, (cekyH#dHas nayza) maybe
you can recommend us some places?

Receptionist: (may ask for the name)

Assistant: (2oeopume pasmepeHHo u He moponscs)
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You can call me Mr. Tomayasi

Receptionist: (may ask some questions about)

**1%* |nterests of His Highness?

**2** How much time His Highness would like to spend for the city tour?

**3*%* Maybe you need a photographer?

**4** Maybe you need security?

Assistant: (20eopume pasmepeHHo u He moponscs)

**1** His Highness is biologist. Can you recommend any places where wild animals are captured?
**2%* Tomorrow His Highness will be free from 10am till 4pm.

**3%* No photographer.

**4** \We don't need security

yblumb/eaﬁme, Yymo nocsedosamesibHOCMb 80r1pocoe Mmoxem 66/mb PA3HAA. gaﬂee.' Ha amom smane moxem
cnayqyumcAa cnedyfou,;ee.‘ naubo pecenwaHucm Ha4yHem npednazamb 8am eapuaHmel 8 coomseemcmaeuu c
3anpocom, nubo AonoaHUMeEMbHO CrPOCUMb 8AC O YEM-MO ewe, Hanpumep, 0 803MOMCHOM HesaHuU
noobedams, 8 HEO6XOO0UMOCMU CONMPOBOHOAIOWE20 2U0A, BO3MOMCHO HYHHA MAWUHA U MakK dasee, u
mosibKO NMomom, 8 KOMI/eKce, 038y4Yumes eam ceou npednomeHu,q.

Jlubo Hao6opom, ceou 00nosaHUMesbHble 80r1POCbl OH MoXem 300ameo 8 rnpouyecce o3ey4ueaHus saweli
OCHOBHOU MeMmbl.

B Hezasucumocmu om packaada becedbl, 8awd 3a0a4a peaauposams HA 80MPOCkI MO Mepe UX NocmyrsaeHus.
Receptionist: (may ask for the restaurant)

Assistant: (20eopume pasmepeHHo u He moponscs)

His Highness will have a lunch at 1 pm. It should be a luxury restaurant with a private room and with Asian
food.

Receptionist: (may ask if need a car)

Assistant: (20eopume pasmepeHHo u He moponscs)

No, thank you, we have our own cars.

Receptionist: (may offer a guide)

Assistant: (20eopume pasmepeHHo u He moponscs)

That would be perfect. Just make sure that this person is highly qualified and competent in biology.
Receptionist: (should respond according your request and offer places where animals are
captured + may show them on a map and then give this map to you)

JonoanHumensHO pecenuiaHucm Mmoxem npeodsioxums eam caedyroujee:

Receptionist: (may offer to book entrance tickets if applicable)

Assistant: (zoeopume pasmepeHHo u He moponscs)

No, we can do it ourselves if necessary.

Receptionist: (may offer to book a table in the restaurant in advance)

Assistant: (zoeopume pasmepeHHo u He moponscs)

No, we want to check this place first.

(ECﬂU edpye cripocum 3a4em ripoeepsams, OKUHbMe €20 Cepbe3HbIM 832/1900M U X0/100HbIM 20/10COM
cKaxcume) security reasons.

Receptionist: (may ask if can help with anything else)

Assistant: (20eopume pasmepeHHo u He moponscs)

No, this is enough for now

Receptionist: (may wish you a pleasant day and say goodbye)

Assistant: (20eopume pasmepeHHo u He moponscs)

Thank you, goodbye.

25™ of August

5) Attending guests
Guest: Burberry House

The guest comes to Reception Desk and asks if there is a possibility to bring the gift for His Highness
Crown Prince of Japan Fumihito to his room.
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From 23 August — 27 August Business trip
Script:
Receptionist: (greets the guest)
Guest:

Good morning/afternoon/evening! | am a representative of Burberry House (cdenatime cexyHOHyto naysy u
yKasbigas Ha Kopobky ckaxcume) This is a present for His Highness Crown Prince Fumihito, | know that he is
staying at your hotel. (cdenatime cekyHdHyto nay3y u nosenumesnstsim moHom dobaseme) | want you to put
this into his room (cdenaiime mHozo3HayumensHbIl sud u do6assme) And be careful, this thing is very
expensive.

Receptionist: (may ask for the name)

Guest: My name is Christine

Receptionist: (may say about the policy + deny you to deliver your box)

Guest: Wait, wait, wait! | think you don’t understand me!

We are one of the most famous fashion houses in the world and this present is our friendly gesture to His
Highness. (cdenaiime cekyHdHyto nay3sy u dobasbme)

And I'm sure he will be very happy about it.

Receptionist: (may once again explain you the policy and deny + may offer to wait the guest in
the lobby)

Guest:

(nocne ouepedHoz2o0 omkasa, 6300xHUMe MAxKo, cdenalime HEA08OAbHYIO MUHy Ha auue u ckaxcume) | feel
like I'm talking to a wall. You should be more flexible.

Receptionist: (may apologize and refuse again)

Guest:

(0atime 803MoOMHOCMb pecenuiaHUCmy 3aKOHYUMb C 0YepedHbIMU U3BUHEHUAMU, 3ameM CKaX(ume makum
e HedosonbHbim moHom) Ok, that’s enough, I’'m just wasting my time with you. You want His Highness
leave London without this present, no problem, but it's gonna be your fault! (pazsopavusasce cnuHoii
KuHbme HebpexcHo) Bye! (u nokuHeme cmolixy)

25" of August

6) Complain
Booker and assistant: Mr. Lukasz Adamski

Guest: His Excellency the Ambassador of Republic of Poland Mr. Kacper Bartosh
The assistant comes to the Reception Desk and complains that maid put feather pillows instead of silk. The
Ambassador has feather allergy.

From 24 August — 26 August Business trip
Script:
Receptionist: (greet the assistant)

Assistant: (HegoBonbHbIM TOHOM)

Why did your housekeepers put feather pillows in Ambassador’s room instead of silk one!? His Excellency
has a feather allergy. We even had to call a doctor for him. (cdenatime cexyHdHyto nay3y u yousneHHbIM
moHom cripocume)

Tell me, does anybody use feather pillows in our days?!

Receptionist: (may apologies + may say that was not informed about allergy)

Assistant: (HegoBonbHbIM TOHOM)

If | knew that beforehand, | would inform you. But | realized that only yesterday when noticed some
inflammation on his face?
Receptionist: (may offer compensation + may ask about other allergies)

Assistant:

lpumume KomneHcayur. Ompeaeupyﬁme Ha Hee cn08ecHo rno cumyayuu. lnasHaa 3a0a4a NnPUHAM®Gb ee.
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(Ecnu cnpocum nipo annepeauto Ha Yymo-nubo ewe, omeemome) No, just feather

Receptionist: (may call in your presence to other department to settle the issue and then confirm
you that all is ok now)

Assistant: Thank you

Receptionist: (may say goodbye)

Assistant: Goodbye.

Ceou omeembl 8 KOHYOEKe, 6auxce K npowaHuto, pezyaupyiime no cumyayuu.
26™ of August

7) Check out
Booker and assistant: Mr. Lukasz Adamski

Guest: His Excellency the Ambassador of Republic of Poland Mr. Kacper Bartosh
The assistant is calling to inform that His Excellency leaving today and asking if receptionist can prepare
everything for check out

From 24 August — 26 August Business trip
Script:

Receptionist: (Greets the caller)

Assistant:

Hello, It's Lukasz Adamski, Embassy of Poland, | hope you remember me.

Receptionist: (will probably say yes, | remember)

Assistant:

I'm calling to inform you that His Excellency Ambassador Bartosh would like to leave the hotel in maybe
next 30 or 40 minutes. Could you please prepare everything for his check out? His bill will be paid by the
Embassy.

U 8om 30ecb cumyauyus moxem pa3sepHymMosCs no-pasHomy, d UMEHHO:

pecenuiaHUCM Moxcem CKasame 8am, Mos 0a, 6e3 npobaem, ece npueomosnio.

To20a npocmo nobaazodapume e20 u ckaxcume, Ymo yeudumecs ¢ HUM vepes nosa yaca. Ok, thank you, see
you in half an hour.

OH makK xe moxem npedsnoxcums eam nodolimu K cmolike u 3a6pame UHGOPMAYUOHHbIU cyem 05
npedsapumesibHO20 03HaKOMAeHUA. Ecau cobeimusa pazsepHymca makum obpa3om, moaoa cKkaxcume.
Unfortunately, | have no time to come. I'll better come together with Ambassador when he will be leaving.
lMocne amux Cq108, pecenwaHucm moxem Aubo coenacumeca u CKasame, Ymo 6y6em eac mdamb, nubo
npeodsnoxcum eam anbmepHaAMuU8y U CKaxcem, Ymo nouwsem npedsapumensHsili cduem yepes Kosseay npsamo 8
HOMep U Ymo 1ocosa Moxcem € HUM 3apaHee 03HaGKOMUMbCA. B amom cayyae ompeazaupylime mak:

Ok, send your papers to the room for checking and then we'll come down and pay.

Mpu nt06bix 8bIWEU3NOHCEHHbIX 8APUAHMAX 8bl Ipudeme K 00HOMY pe3y/abmamy, d UMEHHO. 8bl U 10C0
nodolideme k cmolike u bydeme 8bINUCLIBAMbCA KAK 06bI4HbIe 20cmu. U, bydyyu yxe Ha cmolike, HaYHUmMe
ceoli duanoe cnedyrouum obpasom.

Ok, we checked the bill and ready to settle it.

Receptionist: (may recognize both guests and greet them ** or ** may once again clarify your
name and room number)

Assistant + Ambassador:

B amom cayyae, ecnu pecenwaHucm He coo6p03um, ymo rleped HUM cmoum nocos ¢ NoMow,HUKom, moeada
MOMOWHUK Hazogem uMsaA U Homep KomHamsl nocaa Ambassador Kacper Bartosh

Receptionist: (may ask if you used a mini bar)

Ambassador: No, | did not use a mini bar

Receptionist: (may ask questions like)

**1** How was your stay?

**2%* Are you planning to visit us again?

Ambassador: (zoeopume cmenenHo)
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**1%* You have a nice place here. | liked everything. Thank you very much

**2** Yes | have such plans, but next time I'll be leaving in my residence?

Receptionist: (may ask if need a car to the airport)

Assistant: No thank you, we have a car

Receptionist: (may ask if need help with the luggage)

Assistant: Butler brought it down already, thank you.

Receptionist: (may thank you for choosing Rinthia and wish you safe trip back home)
Ambassador: Thank you, goodbye

Hy u Hanocnedok, daeaiime paccmompum Opyzoli eapuaHm pazsumus cobbimulii. [Jn4 3mo2o 8epHeMcA K
Ha4any, Koz20a MOMOWHUK 380HUM HQ pecerwH u UHdJop/\/lupyem €20 0 mMoM, Ymo nocon evlesxcaem 4yepes
30-40 muHym. Bauwe Ha4an0 He MEHAEMCA, d 80M PecenuiaHucm Moxcem npeodsaorcums eam caedyujee:;
Receptionist: (may offer you express check out service)

Assistant:

(ymouHume ymo smo makoe u Kak amo pabomaem) Express check out?

(c nro6onsimemeom 8 2onoce) What is this and how it works?

Receptionist: (may explain that in this case Ambassador does not need to come to reception to
settle the bill, that he can check it via special hotel application using TV set, that his personal
butler will help him with application. As soon as Ambassador approve the bill, receptionist will
see the special confirmation sign in his PMS and close it. After closing he will send it directly to
the Embassy + may say that his personal butler will take care about his luggage. Beside he/she
may offer to make a next destination reservation)

Assistant:

(Haxoda npednoxeHue senuKonenHsIM, peazupylime)

Oh, that's just perfect! Let's do it this way. (cekyndHas naysa)

But I think, Ambassador may any way pass by the reception desk to say thank you.

(cnywat‘]me OYeHb sHUMAmMersibHO U ecnu 8 rnpouyecce, Ko2oa pecennuwiaHucm rnoAcHAem Kak pa6omaem ycnyea
express check out eoi ycnviwuume o next destination reservation, ecmassme 6 ceoli omeem ¢pasy,
Hanpumep)

He does not need next destination reservation, as he comes back home uau concerning next destination
booking, he does not need it, as he comes back home.

lMocne moezo Kak ebl nosoxume mpybky, dalime spemsa pecenuwaHuUcmy 03ey4ums C80U 10020mMosumersibHble
delicmeus. Bo3amMoM#HO OH 0380HUM MeHeodxMepy U nonpocum 3ameHuUms e20 Ha cmolike, maK KaK oH bydem
nposoxame nocnaa. Cnywaﬁme 0O4YeHb BHUMAMersnbHoO, U, moeda, Ko20a OH CKaxcem, 4ymo ece
npuecomoesieHUA OKOH4YeHbl U OH 20moe ecmpemumab nocna, Yymobbl cKazameo emy do CBUOCIHUFI, 8bl BHOBb
rosensemecob Ha naowaoke.

Receptionist: (may welcome the Ambassador and thank for the stay and choosing Rinthia)
30ecb npocmo uzpaiime no cumyayuu. Bac mak e moaym cripocume, KaK rpowsio npoXcusaHue, He
rnaagHupyeme sq1u 8epHYymMbCA 8HOBb. Omeemeol Ha asmu 80r1POCkI Yy 8AC eCmb Hasepxy.

Bam mak e mo2ym ckazame, ymo 6y0ym padsi sudemsb 8ac 8 Aboe spems U Ymo 0sepu omesis 044 84cC
OMKpPbLIMbI U YMO, ecsu 8bl 3adymaeme nposecmu Kaxkoe-n1ubo meponpuamue, omess 8ce2oa 8 sauiem
pacriopaxceHuu.

Oname xce, caywalime 8HUMamesbHO U npocmo nobsaazodapume 3a npednoxeHue. [locae pacnpouwaemecs
U rnokuHeme rnsaou,aoky.

26™ of August

8) Extraordinary situation

Assistant: Mr. Takehiro Tomayasi
Guest: His Highness Crown Prince of Japan Fumihito

Some person delivered to reception desk a folder with important documents for His Highness Crown
Prince Fumihito. A receptionist contacted the assistant of His Highness and gave the folder personally to
him.
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Since His Highness was sleeping, his assistant decided not to enter the room and put the folder under the
door. When His Highness woke up, the assistant asked him whether he had seen the folder with
documents under the door or not. But he had no idea what folder he was talking about.

Now assistant needs to find this folder somehow.

From 23 August — 27 August Business trip

Script:

Receptionist: (greet the Assistant)

Assistant: (almost crying)

Please, help me! | am afraid that | have mixed up the rooms and put the folder with important documents
under the wrong door. Those documents are very important and contain confidential information. If |
don't find them, His Highness will get angry or just kill me. Please help me!

Receptionist: (may ask you questions like)

**1** Do you remember what floor you were on?

**2** Can you describe your folder?

Assistant:

**1%** Penthouse floor

**** |t's 3 sealed file of grey color. A4 size uau A4 format
Bo3moxHo Cripocum u3 KaKko2co mamepuana coenaHa narika, ckaxcume
It's plastic file uau It's made of plastic

B03MOMHO cripocum MomMHUMe AU 8bl KK 8bl2sAdena 08epb camo20 HoMepd, bbia /U YKA3aHO Ha 08epu Ymo
8pode HoOMepa KOMHAMbl uau Hadnucu u m.o.

Craxcume, 4mo ece 0s8epu NOKA3AsUCL 8aM 0OUHAKOBbLIMU U 8bl HE 06paMUsU 8HUMAHUE HA Me UAU UHble
Hadnucu Ha 0sepu

Receptionist: (should explain what actions he is going to take)

U som 30ecb, cpasy nocae mozo, KaK pecenuwaHucm 3aKoOHYUm 038y4usams Kakue delicmeusa oH cobupaemcs
npednpuHame, y 8ac AKo6bl 3a380HUA menepoH (Mpednoaoxcum, Ymo OH y 8ac 8 pexcume subpamopa)

ModHumume mpybKy u Kak 6yomo paszzosapusaeme C NepCcoHaXem Ha Opy20M KOHUe npoeooa.
Ucnone3ylime kopomKue ¢pasel, Hanpumep.

Yes, (naysa) yes, (naysa, cdenalime e3gonHosarHbIl eud) Yes, clear (u nosecome mpy6ky kak 6yomo
30KOHYUAU pa32080p. 3amem cpasy obpamumecs K pecenuaHucmy)

Look, | really have to run now. Can you call me when you find it?
He dymato, umo eam omkaxcym. Cpasy rnocse 000b6peHusA ckaxume
Thank you so much! Take my business card.

(8pyyume pecenwaHucmy ceoro 8u3uUmMKy, 8 Komopoli 6ydem eawe umsa meaegoH u euwe pas nobaazodapume
ezo0)

Thank you once again! I'll be waiting for your call
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